iPhone Service : Quick Guide 


The tables below provide guidance on whether an iPhone with visual damage qualifies for no-cost or paid service. Visual inspection 
of the iPhone should not take longer than 2 minutes. 


IMPORTANT: Scratches or light damage occurring through normal use, do not prevent warranty service. 


Out of Warranty 


Applicable charges based on 


7) 
| | | 
Warranty Status from Step 1: | iPhone 3G 8GB iPhone 3G 16GB | 
Ce a eee ee ee - 1f —o 
Single Display Hairline Two-Leg Display | Ring/Silent Switch 


|| Fractures 


i Only if it passes through the earpiece 
| | receiver or Home Button 


Fracture 


|| Missing 


Applicable charges based on 
Warranty Status from Step 1: iPhone 3G 8GB 


In Warranty Out of Warranty = In Warranty Out of Warranty | ) 


Puncture Holes Deep Gouges 7 


Multiple Display | Damaged Dock 
Fractures | Connector 


|| Bent pins, broken plastic or 
| | bent bezel. 


Damage 


Moderate 


‘Cracks in Enclosure Audio Jack with Foreign Material Speaker or Microphone 


Caused by compression or drop. Can be || | . " 
felt by running a finger over the crack. | that Cannot be Removed : | Contamination 
| | Including broken headphones and other accessories. | Cannot be cleaned 


Disassembled Unit 
Must be assembeled and in one 
| piece to be eligable for Billable 
|| Service. 


Applicable charges based on In Warranty | Out of Warranty 
Warranty Status from Step 1: iPhone 3G 8GB iPhone 3G 16GB 


| Bent or Crushed 
| Enclosures 


Corrosion Damage Liquid Damage 
Indicator activated in 
headphone jack or dock. 


connector 


IMPORTANT: If severe physical damage or liquid exposure (indicators in the headphone jack or dock connector) are identified, inform 
the customer of the potential full value replacement charges. 
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iPhone Service - Quick Guide 


This guide is intended to be used for quick and efficient determination of iPhone warranty validation, troubleshooting, and/or 
replacement. It’s a four step process that can be performed in approximately 20 minutes. 


Exchange unresolved issues. 


Duplicate issue and restore 
software. 


Refer to Page 2. 


) 
Validate Warranty Perform Visual Inspection | | Validate Functional Issue | Replace iPhone 


Using the iPhone serial number. 


ee Minutes 


2 Minutes | 2 Minutes 


i 


IMPORTANT: Advise the customer that the troubleshooting and replacement process can take 20 minutes. 


Step 1 - Validate Warranty 


To determine if an iPhone or Apple branded accessory is eligible for warranty service, follow the on screen instructions to enter the 
iPhone serial number at: www.apple.com/support/oss 


Ses 22S }~SIM eject tool 


The serial number is found in the Settings > Sera umber ; SIM tray 


General > About menu. an) Gama 
or a ree or se 
The serial number of the iPhone can be found meine 
on the SIM tray. coset u 
SIM tray removal SIM tray 


iPhone About Screen 


Step 2 - Perform Visual Inspection 


Visually inspect the iPhone (according to the Service Classification tables on page 2). Visual damage may affect warranty coverage 
and related charges. 


Step 3 - Validate Functional Issue 


- Try to replicate the issue described by the customer, then follow the steps below to restore the iPhone. 

+ Make sure the iPhone has sufficient charge.. If it does not power on, charge the iPhone for at least 10 minutes. 
- If the software restore is successful, attempt to repeat the functional issue again. 

- Replace the iPhone ONLY if a functional failure still exists or the software restore fails. 


IMPORTANT: Please ask the customer if their iPhone has been backed up by syncing with iTunes, this will prevent loss of customer 
information in the restore process. The customer may opt to return later after syncing with iTunes on their computer. 


Step 3.1 | Step 3.2 Step 3.3 | | Step 3.4 


Ensure the iPhone is __ Hold Home Button and Restore iPhone software. | Complete the Restore 

| powered off. | connect USB cable. | | 

- Press and hold the Sleep/Wake |_| - Insert dock to USB cable while | - Click OK when the Recovery | - Wait until the iPhone completes | 
Button and Home _ | holding down the Home Button | Mode message is displayed on | | restore process (7 minutes). | 
Button simultaneously for 15 | | - Wait until connect to iTunes the computer. | Make sure the customer's SIM is 
seconds. | graphic is displayed. - Then click the "Restore". || inserted and reconnect to iTunes to | 

|- The iPhone will power cycle twice.) | aoe. 7 | 

- Continue holding both keys until | r | 


| the screen is off for 5 seconds. 


| 
| 
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